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ASTRACTS 
 
 
 
 This is a survey form of research to identify the relationship between the 
effectiveness of the customer service training and customers satisfaction in 
University Teknologi Malaysia, Skudai, Johor. The aim of this research is to explore 
on the relationship between training effectiveness and the customer satisfaction.
 The were two set of questionnaires used for this research. The first set of 
questionnaires for this research were designed and analyzed in application of 
SERVQUAL instrument where five distinct dimensions; namely, tangibles, 
reliability, responsiveness, assurance, and empathy were measured. The data 
obtained from 310 respondents from six selected faculties, ranging from 
undergraduates in their degree program from year one to final year of their studies. 
The second set of questionnaire was designed in order to identify the effectiveness of 
the customer service training that they have attended. The data was collected from 70 
respondents ranging from administrative staffs from faculty and department of UTM, 
Skudai, Johor. All these data were measured in application of a five point scale 
where it was descriptively  analyzed by finding the percentage and other statistical 
methods such as frequency distribution, T-test, ANOVA and Correlation. The 
research finding indicates that out of seven null hypothesis four hypothesis was 
rejected and three null hypothesis was accepted. Ho1,Ho2 and Ho3 was rejected and 
it indicates that there is a significance different of effectiveness of the customer 
service training according to gender, age and years of service of officers. Ho6 was 
rejected and it indicated that there is significant difference of customer satisfaction 
according to the students year of studies. Ho4 and Ho5 is accepted, it indicates that 
there are no significant difference of customer satisfaction according to students 
gender and age group. Ho7 is also accepted ( p= 0.097 > α 0.05)  and it indicates that 
there are no relationship between training effectiveness and the customers 
satisfaction. 
 
 
 
 
 
  
ABSTRAK 
 
 
 
Kajian ini merupakan satu kajian tinjauan bertujuan untuk mengenalpasti 
hubungan antara keberkesanan latihan khidmat pelanggan dan kepuasan pelanggan di 
Universiti Teknologi Malaysia, Skudai, Johor . Kajian ini bertujuan untuk mengenal 
pasti hubungan antara keberkesanan latihan khidmat pelanggan dan kepuasan 
pelanggan.  Data telah dipungut dengan menggunakan dua set borang soal-selidik. 
Borang soal-selidik yang pertama diubah suai berdasarkan model SERVQUAL yang 
terdiri daripada dimensi tangible, kebolehpercayaan, tindakbalas, kepastian dan 
empati. Data telahpun  diperolehi daripada 310 responden yang terdiri dari pelajar di 
peringkat sarjana muda dari tahun pengajian pertama hingga akhir dari enam buah 
fakulti di UTM, Skudai. Borang soal-selidik yang kedua pula telahpun direka untuk 
mengenal pasti  keberkesanan latihan perkhidmatan pelanggan yang pernah mereka 
hadiri di UTM, Skudai. Data telah pun diperolehi daripada 70 responden yang terdiri 
daripada staff pentadbiran dipejabat dan fakulti di UTM, Skudai. Data telah pun 
dengan menggunakan skala 1 hingga 5 secara deskriptif dan Ujian seperti Ujian-t , 
ANOVA dan Correlation telahpun di gunakan. Hasil kajian menunjukkan bahawa 
dari  tujuh Ho, empat Ho ditolak dan tiga Ho diterima. Ho1, Ho2 dan Ho3 ditolak 
dan menunjukkan bahawa terdapat perbezaan yang signifikan terhadap keberkesanan 
latihan khidmat pelanggan berdasarkan faktor jantina, umur dan pengalaman bekerja 
pegawai. Ho6 juga ditolak dan ini menunjukkan bahawa terdapat perbezaan yang 
signifikan terhadap  kepuasan pelanggan berdasarkan tahun pengajian. Ho4 dan Ho5 
diterima, ini menunjukkan bahawa tidak terdapat perbezaan yang signifikan terhadap 
kepuasan pelanggan bedasarkan faktor jantina dan umur pelajar. Ho7 juga diterima 
(p=0.097>0.05), dan ini menunjukkan bahawa tidak terdapat hubungan yang 
signifikan di antara keberkesanan latihan dan kepuasan pelanggan.  
 
 
 
 
 
 
 
 
 
 
